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Amendments to the Claims 

The following listing of claims will replace all prior versions and listings of claims in the 
application: 

Listing of Claims: 

1 . (currently amended) A computer implemented method of providing user assistance information, 
the method comprising: 

receiving a question from a user of a computer executed application : 

identifying an operational context of the computer executed application, wherein the 

operational context feat is associated with the received question; 

identifying a category that is associated with the identified context; and 
searching for at least one answer to the question, wherein the searching is based at 

least in part upon the identified category and the received question. 

2. (currently amended) The method of claim 1, wherein identifying an operational context 
comprises one of the following: 

determining which of a plurality of web pages have been visited by the user; 
identifying the time that the user accessed the plurality of web pages; 
determining a format in which the user transmitted the question; or 
determining the hardware environment of the user. 

3. (original) The method of claim 2 t wherein the determined format is one of the following: input 
from a field in a web page, an e-mail message or an electronic chat question. 

4. (currently amended) The method of claim I, additionally comprising: 

determining whether a selected one of the at least one answer is associated with the 
identified context and the received question; and 



11 1 1 80.000005/5 1 7B98.0J 2 



PAGE 6/17 ' RCVD AT 2^8/2005 6:37:43 PM [Easteni Standard Time) * SVR:USPTMFXRF-1/1 » DNiS:8729306 1 CStD:619 ' DURATION (mnvss):054S 



FEB-28-2005 HON 03:34 PM PROCOPIO, CORY, HARGREAV FAX MO. 819 



P. 07 



Serial No. 09*876,788 
28 Feb 2005 Reply to 
28 Sep 2004 Office Action 

if no mower i s associat e d with th e id e ntifi e d cont e xt and th e r e c e iv e d question, 
identifying the question as an unanswered question when no answer is associated with the 
identified context and the received question . 

5. (original) The method of claim 4, wherein determining whether any answer is associated with the 
identified context and the received question comprises determining whether a confidence threshold 
is exceeded. 

6. (original) The method of claim 4, additionally comprising associating an answer with the 
unanswered question. 

7. (original) The method of claim 6, wherein associating an answer comprises generating a web 
page containing the answer to the question. 

8. (original) The method of claim 7, additionally comprising providing the associated answer in 
response to receiving a question from a second user, wherein the associated answer is immediately 
available to the second user subsequent to the answer being associated with the question. 

9. (original) The method of claim 5, additionally comprising generating an e-mail containing the 
answer to the question. 

10. (original) The method of claim 1 , additionally comprising searching for the answer using at least 
in part the identified category. 

1 1 . (original) The method of claim 10, wherein the identified category is a user definable 
description. 

1 2. (currently amended) A computer implemented system for providing user assistance, the system 
comprising: 
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a question module adapted to receive at least one question from a user of a computer 
executed application ; 

a context module adapted to identify at least one category that is associated with the 
context of the computer executed application in which the question was received; and 

a knowledge module adapted to identify an answer to a received question, wherein 
the answer is derived using at least in part the identified category. 

13. (currently amended) A computer implemented system for providing user assistance, the system 
comprising: 

a suggestion module adapted to provide a list of questions and answers to a user of a 
computer executed application in response to a request from the user for assistance with 
computer executed application, wherein the list of questions and answers is customized based 
at least in part upon a category that is associated with the user request qu e stions ; and 

a statistics module adapted to provide the list of questions, wherein the list of 
questions includes a selected number of frequently asked questions. 

14. (original) The system of claim 13, wherein the statistics module identifies unanswered questions 
and additionally comprising an authoring module adapted to associate answers with the unanswered 
questions. 

15. (original) The system of claim 14, wherein the authoring module associates answers with the 
unanswered questions automatically. 

16. (original) The system of claim 12, additionally comprising a statistics module adapted to 
provide a list of questions. 

1 7. (original) The system of claim 1 6, wherein the statistics module arranges the questions in a most 
frequently asked order. 
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18. (original) The system of claim 16, wherein the statistics module arranges the questions in a least 
frequently asked order. 

19. (currently amended) A computer implemented system for providing user assistance, the system 
comprising: 

a question module adapted to receive at least one question from a user of a computer 
executed application; 

a context module adapted to identify at least one category that is associated with the 
context of the computer executed applicati on in which the question was received; 

a knowledge module adapted to identify an answer to a received question, wherein 
the answer is derived using at least in part the identified category; 

an authoring module adapted to identify unanswered questions and adapted to 
associate an answer with the unanswered questions; 

a statistics module adapted to provide a list of questions and answers that are 
associated with the identified category; and 

a suggestion module adapted to provide the list of questions and answers to the user 
in response to a request for assistance. 

20. (original) The system of claim 19, wherein the authoring module associates an answer with the 
unanswered questions automatically. 

21. (currently amended) A computer implemented system for providing user assistance, the system 
comprising: 

a question module adapted to receive at least one question from a user of a computer 
executed application; 

a context module adapted to identify at least one category that is associated with the 
context of the computer executed application in which the question was received; and 

a knowledge module adapted to identify an answer to a received question, wherein 
the answer is derived using at least in part the identified category. 
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22. (currently amended) A computer implemented system for providing user assistance information, 
the system comprising: 

means for receiving a question from a user of a computer executed application: 
means for identifying an operational context of the computer executed application 

that is associated with the received question; and 

means for searching for at least one answer to the question, wherein the searching is 

based at least in part upon the identified context and the received question. 

23. (currently amended) The system of claim 22, wherein the means for identifying an operational 
context comprises one of the following: 

determining which of a plurality of web pages have been visited by theuser; 
identifying the time that the user accessed the plurality of web pages; 
determining a format in which the user transmitted the question; and 
determining the hardware environment of the user. 

24. (original) The system of claim 23, wherein the determined format is one of the following: input 
from a field in a web page, an e-mail message or an electronic chat question. 

25. (original) The system of claim 22, additionally comprising: 

means for determining whether an answer is associated with the identified context 
and the received question; and 

means for identifying the question as either an unanswered question or an answered 
question. 

26. (original) The system of claim 25, additionally comprising means for associating an answer with 
the unanswered question. 
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27. (original) The system of claim 26, wherein the means for associating an answer comprises 
means for generating a web page that describes the answer. 

28. (original) The system of claim 26, wherein the means for associating an answer comprises 
means for generating an e-mail that describes the answer* 

29. (original) The system of claim 22, additionally comprising: 

means for identifying a category that is associated with identified context; and 
means for searching for the answer using at least in part the identified category. 

30. (currently amended) A computer implemented method of providing user assistance information, 
the method comprising: 

identifying a context of a computer executed application that is associated with a 

user; 

determining which of a plurality of categories is associated with the identified context 
of the computer executed application: 

identifying a plurality of most frequently asked questions that are associated with the 
determined category; and 

displaying the most frequently asked questions to the user. 

31. (original) A method of providing user assistance information, the method comprising: 

determining a category that is associated with a user question, wherein the determined 
category is based at least in part upon which web page of a plurality of web pages the user 
has most recently accessed; 

identifying a plurality of most frequently asked questions that are associated with the 
category, and 

displaying the most frequently asked questions to the user. 

32. (original) A method of providing user assistance information, the method comprising: 
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receiving a plurality of questions; 

determining whether each of the questions has an associated answer located in a 
knowledge database; 

storing the questions which have no associated answer located in the knowledge 
database; and 

receiving at least one new answer from an administrative user for each of the 
questions stored in the knowledge database which have no associated answer. 
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